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vABSTRACT 
This study is conducted to determine the relationship between communication 
medium use, team cohesion and team performance. The purpose of this study is to 
determine whether team cohesion mediates the relationship between communication 
medium use and team performance at Property and Casualty Company Ltd. sub-
branch of Shi Jiazhuang (PICC-SJZ). The communication medium use is the 
independent variable of this study.  The team performance is the dependent variable.
Meanwhile, the team cohesion is placed as the mediator variable. Data was collected 
using a questionnaire composed of 43 questions measuring the three main variables 
of the study.  200 employees at PICC-SJZ were the respondents of the study.
Descriptive analysis, such as mean and frequency were used to analysis the
background information of respondents.  Meanwhile, correlation test using the 
Pearson Correlation Coefficient was conducted to determine the relationship between 
the independent and dependent variables. And multiple regression analysis was 
conducted to analyze the study’s mediation hypothesis.  The findings indicates that 
there is a significant positive relationship between communication medium use and 
team performance, and team cohesion was found to partially mediate the relationship 
between communication medium use and team performance.
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ABSTRAK 
Kajian ini dijalankan untuk mengenalpasti hubungan antara penggunaan 
media komunikasi, kejelikitan pasukan dan prestasi pasukan. Tujuan kajian ini 
adalah mengenalpasti samaada kejelikitan pasukan mengantara hubungan antara 
penggunaan media komunikasi dan prestasi pasukan di property and casualty 
company ltd. cawangan Shi Jiazhuang. Penggunaan media komunikasi merupakan 
pembolehubah bebas dan prestasi pasukan merupakan pembolehubah bersandar di 
dalam kajian ini. Sementara itu, kejelikitan pasukan merupakan pembolehubah yang 
mengantara hubungan diantara penggunaan media komunikasi dan prestasi 
kumpulan. Pengumpulan data kajian menggunakan borang kaji selidik yang 
mengandungi 43 soalan merangkumi soalan mengenai ketiga-tiga pembolehubah 
kajian. Responden kejian adalah 200 pekerja di PICC-SJZ. Analysis deskriptif, 
seperti min dan frekuensi digunakan untuk menganalisis maklumat latar belakang 
responden. Ujian korelasi menggunakan Pekali Korelasi Pearson telah dilakukan 
untuk mengenal pasti hubungan antara pembolehubah bersandar dan pembolehubah 
bebas. Analisis regresi berganda juga telah dijalankan untuk menganalisi hipotesis 
pengantara kajian. Dapatan kajian menunjukkan hubungan positif yang signifikan 
diantara penggunaan media komunikasi dan prestasi pasukan, manakala kejelikitan 
pasukan pula didapati menganatara hubungan diantara penggunaan media 
komunikasi dan prestasi pasukan.  
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 CHAPTER I 
INTRODUCTION 
1.1 Background of the Study 
According to Piña, Martínez and Martínez, (2008), more and more companies 
are increasingly using teams.  When organizations are confronted with complex and 
difficult tasks, the strategy of choice is teams.  Teams are widely used in 
organizations, such as when teams are used due to errors that have lead to severe 
consequences; when the task complexity exceeds the capacity of an individual; when 
the task environment is ill-defined, ambiguous, and stressful; when multiple and 
quick decisions are needed; and when the lives of others depend on the collective 
insight of individual members (Salas, Cooke and Rosen, 2008). 
In the globalised rapidly developing economy of today, the success of an 
organization fundamentally depends on team performance.  Teams have been 
significantly used in various domains such as in aviation, the military, health care, 
financial sectors, nuclear power plants, engineering problem-solving projects, 
manufacturing, and countless other domains.  As the complexity of the workplace 
continues to grow, organizations increasingly depend on teams (Salas, Cooke and 
Rosen, 2008).   
In an organization, a team can be defined as two or more members working 
together for specific purposes, roles or functions to achieve a common goal  
(Savelsbergh, Heijden and Poell, 2010).  Passos and Caetano (2005) assert that 
teams are an important component in a company, for it helps improve organizational 
2effectiveness.  This is because the high level of team performance can help improve 
organizational performance or outcomes, for instance, by saving cost and time at 
work (Martı´nez-Moreno, Gonza’lez-Navarro, Zornoza and Ripoll, 2009).  In 
contrast, a low level of team performance may lead to the waste of organizational 
resources and time (Ross, Jones and Adams, 2008). 
Communication is imperatively important in ensuring the effective 
performance of a team.  For example good communication leads to good 
understanding; and good understanding among members hastens team productivity 
as well as ensures quality discussion that leads to good decision making (Marques, 
2010).  Much research has been conducted to test how various communication 
mediums affect team performance (Hollingshead, McGrath and O’Connor, 1993; 
Bordia, 1997; Rhoads, 2010; Triana, Kirkman and Wagstaff, 2012).  This includes 
previous studies on the effect of Face-to-Face communication and 
Computer-Mediated Communication on tasks and contextual performance.  
According to Pissarra and Jesuino (2005), the researchers found that employees 
working with each other either use Face to Face communication (FTF) or Computer 
Mediated Communication (CMC).  In this case study, Computer Mediated 
Communication will be referred to simply as CMC and Face to Face communication 
simply as FTF.   
Another key element that is significant to team performance is team 
cohesiveness.  The connection between communication and team cohesion is 
without doubt that they inter depend on each other.  Team members need to improve 
their communication and interaction processes in order to make the team more 
cohesive.  Effective communication can improve the roots of cohesion, such as 
team members with common goals, and the satisfaction of members with others 
(Cartwright, 1968 in Campbell and Martens, 2009).  Besides that, according to 
Fullagar and Egleston (2008), team cohesion is a precondition for successful team 
performance.   Thompson et al. (1998) indicated that a cohesive team can easily 
succeed in achieving their goals and objectives as compared to teams that are 
non-cohesive team (Thompson, Kray and Lind, 1998 cited in Wang, Ying, Jiang and 
Klein, 2006).  
3Team cohesion is a very important factor contributing to team or 
organizational performance or outcome.  Langfred and Shanley (1997) in Campbell 
and Martens (2009) stated that “task interdependence and social support appear to 
provide a context that may be critical for determining the effects of cohesion on 
group effectiveness”.
As part of teamwork, people pay great attention to the task and contextual 
performance (according to Motowidlo and Van Scotter Theory, team performance 
refer to team task performance and team contextual performance), but they ignore the 
functions of cohesion such as the members having a tacit/common understanding, 
and common goals and values.  Today, more and more people want to gain 
promotion or push themselves forward, but they lack collective consciousness, 
common goals and values.  This situation though is a positive influence on 
individual performance but is negative in terms of the team performance.    
Consciousness, common goals and values are nested within team cohesion 
(Campbell and Martens, 2009 and Robbins and Mukerji, 1990).  Cartwright (1968) 
in Campbell and Martens (2009) stated that “cohesion is believed to improve the 
communication between group members, which in turn results in greater 
participation as well as increased goal, task and role acceptance”.
1.2  Statement of the Problem  
Team performance refers to the collected individual efforts that help achieve 
group’s objectives and goals, and it is achieved when individuals in a team recognise 
their roles and responsibilities that can help the team achieve their targets and 
consequently, attain success (Martı´nez-Moreno et al., 2009).  Organizations rely 
greatly on teams to help improve the efficiency and performance of an organization.   
For example Ross et al. (2008) state that an organization is able to save resources and 
time when unnecessary reworking of a design is avoided, and this directly helps 
expedite the market process.  Therefore, it is not surprising that more and more 
organizations believe that effective team performance has a clear impact on 
4organizational results and outcomes.  Similarly Property and Casualty Company Ltd. 
(PICC) use its teams to achieve its organizational goals and objectives.
PICC is a government linked company, comprises of 30 branches that are 
located all over the mainland of China.  PICC was established by the People’s 
Insurance Company (Group) of China in July 2003, with a registered capital of above 
MYR61.2799 billion.  PICC in 2011 was the 7th largest public non-life insurance 
company in the world, and among of the top raking company in Asia.  PICC
operates by structuring, it workforces into effective teams.  This is evidenced when 
in year of 2007, the direct premiums income is MYR41,041.32 million.  And is 
premiums income continues to grow when in 2008, the direct premiums income is 
MYR 50 billion. 
Teams in PICC are divided by types of services, for example, Vehicle 
Insurance Team, claim centre, credit insurance department, office, Financial Team, 
Human Resources Team, IT Team, Law Team, the Property Insurance Team  
Customer Services Team and Online Services Team.
However, in the end of 2008, PICC’s financial status was hard-hit, is 
employees’ turnover rates, as well as demission rate had fluctuated due to global 
financial crisis that happened in that year.  The direct premiums income of the PICC 
for the period from 1 January 2009 to 30 November 2009 was only MYR 55,819 
million which is significantly reduce from its MYR 50 billion income in 2008.   
Even through PICC survives financial crisis in 2009, and still maintain its 
position as market leader it has yet able to topple his previous achievement in 2008.  
According to Robbins and Mukerji (1990) and Campbell and Martens (2009), one of 
the implication of the financial crisis is employees are now more competitive and 
lack collective consciousness.  Employees are now more individualistic and held no 
common goal and values.
5Therefore, in this study we hope to explain team performance and factors that 
affect it.  Two factors are proposed, team cohesion and communication medium use.  
Cartwright (1968) in Campbell and Martens (2009) stated that “cohesion is believed 
to improve the communication between group members, which in turn results in 
greater participation as well as increased goal, task and role acceptance”.
With today social development, there are more and more new communication 
technologies or software are used at work.  Ean (2011) indicated that Computer 
Mediated Communication is now pervasively used in the organizations.  Face to 
Face communication is no longer the sole communication method used by teams 
within organizations.  Over the past 20 years, the integration of computers and 
communication technologies has revolutionized communication and made possible 
new and expanded forms of team work. (Baltes, Dickson, Sherman, Bauer, and 
LaGanke, 2002).  According to Pissarra and Jesuino (2005), employees working 
with each other either use Face to Face communication (FTF) or Computer Mediated 
Communication (CMC). 
Using CMC at workplace has a number of advantages such as it increases 
speed of interaction (save time); it enable communication with other at remote 
location and different time zones; and reduces misunderstandings and problems 
when information is transfer or share; and providing clear and written instructions 
(Ean, 2011).  
Meanwhile, the advantages of FTF communication are that it can give direct 
feedback, it involves two-way communication, it allows use both verbal and 
non-verbal (facial expressions, nodding, smiling, and body language) messages, and 
its argued to be a good tool for relationship building.  (Bubas, 2001 and Ean, 2011)
Today’s employees are now working in a very fierce competitive and 
individualistic environment.  Therefore, interaction between employees with each 
other is significantly altered which consequently, affects team performance.  A 
balance usage of Computer-Mediated Communication (CMC) and Face to Face 
6Communication (FTF) is greatly expected, since it is argued to affect teams’ 
effectiveness. 
In relation to PICC as previously mentioned, after the financial crisis that had 
happened, it has yet able to reach its 2008’s performance.  It is therefore argued that 
the fierce competitive and individualistic behaviors of employees due to the financial 
crisis have changed the way team operates.  It is also argued that direct 
consequences of this, is that employee’s communication as well as their cohesiveness 
have changed the way they work with each other.  According to Cartwright (1968) 
in Campbell and Martens (2009), cohesion is believed to improve the communication 
between group members, which in turn results in get better performance. Therefore 
this research wants to determine what is the relationship between communication 
medium use and team performance; and what is the relationship between 
communication medium use, team cohesion and team performance.  
1.3 Research Question  
The research questions of this research are:  
1. What is the relationship between communication medium and team 
performance at Property and Casualty Company Ltd. a sub-branch of Shi 
Jiazhuang in China. 
2. What is the role of team cohesion in the relationship between communication 
medium use and team performance at Property and Casualty Company Ltd. A 
sub-branch of Shi Jiazhuang in China. 
71.4 Purpose of Study 
The purpose of this study is to investigate the relationship between 
communication medium use and team performance; the study will also investigate 
whether team cohesion mediates the relationship between communication medium 
use and team performance in Property and Casualty Company Ltd. sub-branch of Shi 
Jiazhuang (PICC-SJZ).  This will help members to increase their awareness of the 
importance of communication medium use and team cohesion in teamwork, and how 
to teamwork in the Chinese context.  Meanwhile, by analyzing the opinions and 
feelings of the respondents, the researcher may be able to determine the relationship 
among communication medium, team cohesion and team performance in PICC-SJZ.  
This study also aims to determine the whether PICC-SJZ has cohesion and the 
communication medium used is applied in a positive way or otherwise. 
1.5  Objectives of the Study 
The objectives of this study are: 
1. To determine the relationship between communication medium used and 
team performance at Property and Casualty Company Ltd. sub-branch of Shi 
Jiazhuang in China. 
2. To determine whether team cohesion mediates the relationship between 
communication medium use and team performance at Property and Casualty 
Company Ltd. sub-branch of Shi Jiazhuang in China. 
81.6 Hypothesis  
The hypotheses of this study are:  
H1: There is a significant relationship between communication medium use and team 
performance in Property and Casualty Company Ltd. sub-branch of Shi Jiazhuang 
in China. 
H1a: There is a significant relationship between CMC and team task 
performance in Property and Casualty Company Ltd. sub-branch of Shi 
Jiazhuangin China. 
H1b: There is a significant relationship between FTF communication and 
team contextual performance Property and Casualty Company Ltd. 
sub-branch of Shi Jiazhuangin China. 
H2: The relationship between communication medium use and team performance 
will be partially mediated by team cohesion in Property and Casualty Company 
Ltd. sub-branch of Shi Jiazhuang in China. 
H2a: The relationship between CMC and team task performance will be 
partially mediated by team task cohesion in Property and Casualty 
Company Ltd. sub-branch of Shi Jiazhuang in China. 
H2b: The relationship between FTF communication and team contextual 
performance will be partially mediated by team social cohesion in Property 
and Casualty Company Ltd. sub-branch of Shi Jiazhuang in China. 
91.7 Significance of the study  
This study can provide information about communication medium use related 
to team performance, and how team cohesion mediates the relationship between 
communication medium use and team performance.  The information can help 
increase team performance in the organization by informing team members of the best 
way to share their knowledge, experience and insights, as well as to help create a 
good relationship with others in the team (Salas, Cooke and Rosen, 2008). 
By knowing which communication medium is best to use for a particular or 
specific task or condition, and by understanding the role of team cohesion in the 
relationship between communication medium and team performance this may provide 
the organization with a better understanding in order to encourage an effective team 
process.  This includes (1) team cohesiveness can improve the tacit/common 
understanding, goals and values of members.  It can help a team collect individual 
efforts to assist team performance.  Improving team cohesion also can help 
participation as well as increase goal, task and role acceptance to achieve the team 
goals (Cartwright 1968 in Campbell and Martens, 2009). (2) This study also informs 
staff of which specific communication medium is best used for a specific purpose as 
part of teamwork (e.g. CMC is best used for task performance and FTF 
communication is best used for contextual performance).  Effective usage of a 
particular medium is argued to increase team performance (Pissarra, Jorge and 
Jesuino, 2005).  
This study will allow the organization to pay more attention on improving the 
communication environment and to motivate members to become more cohesive.  
The organization can then conduct programmes to improve the awareness of the 
employees and the importance of communication medium use and significant of team 
cohesion. 
In addition, this study is also essential to help the researcher to understand the 
knowledge of organizational behaviour in the workplace.  The results of this study 
can help the researcher to understand the concept of management including team 
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performance, team cohesion, and communication medium as part of a successful 
company.  Meanwhile, it also aids the researcher to prove whether or not the theories 
and concepts are applicable in an actual company and to examine if the theory and 
concepts are suitable in an actual working environment or otherwise. 
1.8  Scope of the Study 
 The study focuses on the effects of communication medium use and team 
cohesion on team performance in Property and Casualty Company Ltd. a sub-branch 
of Shi Jiazhuang Company in Hebei province of China (PICC-SJZ).   
The team performance in this study uses the measurement by Borman and 
Motowidlo (1994), Sonnentag and Frese (2002), and Shin and Song (2011) which 
includes task performance (referring to individuals using their knowledge and skill to 
achieve tasks) and contextual performance (referring to behaviours that contribute to 
the culture and climate of the organization).   
The communication medium use is referring to Computer Mediated 
Communication and Face to Face communication.  Team cohesion will focus on 
Carron et al. (1985) in Nikos and Yannis (2004) and Shin and Song (2011) which 
includes team task cohesion (referring to team members working together and 
sharing commitment in team tasks, and team social cohesion(referring to the level of 
the social relationship between members of the team).   
1.9 Place of the Study 
This study will be conducted at Property and Casualty Company Ltd. (PICC) 
This is a government linked company, the sub-branch of company by choose which 
located in Shi JiaZhuang in the Hebei Province in China Mainland (PICC-SJZ).  
11
PICC is the largest non-life insurance company in mainland China. It was 
established by the People’s Insurance Company (Group) of China in July 2003 under 
the validation and approval of the China Insurance Commission, with a registered 
capital of above MYR61.2799 billion.  The company used to be known as the 
People’s Insurance Company of China, which was founded on 20thOctober 1949, 
approved by the People’s Bank of China.  In 2011, PICC was the 7th largest public 
non-life insurance company in the world, and was top of the rankings in Asia.  The 
profit of this company has exceeded MYR 50 billion which has achieved its highest 
level to date. However, PICC has many sub-branch companies in China.  
The researcher focused on the PICC sub-branch of the Shi Jiazhuang 
Company in the Hebei province of China, because of PICC-SJZ is the most 
outstanding of all the branches. Besides that, PICC-SJZ is easy to process data 
collection. 
1.10 Limitation of the Study
1. The study will be undertaken in a Government Linked Organization in China, 
therefore may not be generalized to other different industries. 
2. Due to the large number of employees in PICC, this study will only investigate 
the branch of PICC in the regional capital city of Shi Jiazhuang in Hebei 
Province. The data collected might not reflect the situation of the whole 
population in PICC.  
3. There are many theories and models concerning communication medium use, but 
in this study, the communication medium use is only based on CMC and FTF. 
4. The self-appraisal of team performance that this study applied could possibly 
lead to some inaccuracy concerning the actual team performance, as some 
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respondents might conceal some deficiencies or over rate some index of the team 
performance.  
1.11 Conceptual Definitions
The conceptual definitions are very important to define the detail constructs 
of the research topics that will be carried out by the researcher.  Several important 
concepts are defined, there are include the definitions of team performance, 
communication medium use and team cohesion. 
1.11.1 Team 
A team is a social entity that is composed of members with a high task 
interdependency with shared and valued common goals (Dyer, 1984).  A team is a 
combination of two or more individuals.  These individuals work together in order 
to achieve the same common and valued objective.  In a team, individuals are 
interdependent, interact and dynamic with each other.  Each individual is assigned 
specific functions to perform, and is also confined to the life-span of a membership 
(William et al., 1992). 
A work team is a group of members with interdependent interactions and 
mutually shared responsibility for achieving specified outcomes (Cohen et al., 1997). 
1.11.2 Team Performance 
Team performance is “the degree to which a team accomplishes their goals or 
mission” (Bell, 2007cited in Zhang, Waldman and Wang, 2012).  To improve team 
performance it is required to consolidate the efforts of the team members (Dirks, 
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1999 cited in Mach, Dolan and Tzafrir, 2010).  In order to make a team work 
effectively and efficiently, it is necessary to improve decision quality and create new 
ideas in the work (Garrison, Wakefield, Xu and Kim, 2011). 
According to Reilly and McGourty, (1998) cited in Chiocchio and Essiembre 
(2009), team performance includes good team behaviour (team satisfaction and team 
motivation by Higgs, Plewnia and Ploch in 2005) and interdependent units.  Those 
two factors can help teams achieve goals, and make team performance more 
effective. 
Team performance is a process of combining theoretical and interpersonal 
based processes in the team work, such as how to manage communication, conflicts 
and cohesion. (Dionne, Yammarino, Atwater and Spangler,2004). 
1.11.3 Communication Medium 
According to Gray (2004) the main purposes of communication within an 
organizational context are to: (1) satisfy the need for information, and (2) to satisfy 
relational needs among organizational members.  These needs are satisfied via face 
to face communication as well as through computer-mediated communication. 
Computer-mediated communication refers to communication via the 
computer. In this context, messages and information are forms of exchange and are 
transferred using computers (December, 1997 cited in Bubas, 2001). 
Computer-mediated communication is also defined as any human verbal or 
nonverbal interaction used by some facilities which use digital-based technologies 
such as the Internet, instant massages or email (Spitzberg, 2006).
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Face to face communication refers to teams of a manageable size in which 
participants can see and hear one another (Burkhalter ,Gastil and Kelshaw, 2002). 
Face to face communication allows for immediate correction if the message is not 
understood because face to face communication is biologically based (refer to 
communication face to face).  The participants utilise the cognitive, sensory and 
sensorimotor parts of the information in the communication process (Kroger, Kopp 
and Lowit, 2010).  Koskinen (2003) cited in Salis and William (2010) describes 
face to face communication as the richest medium to transmit information.  Face to 
face communication can receive immediate feedback. 
1.11.4 Team Cohesion 
Cohesion in this context is the degree by which individuals in a team stick 
together.  The members are working with common goals and objectives (Campbell 
and Martens, 2009; Wang, Ying, Jiang and Klein, 2006). The characteristics of 
cohesive teams are: (1) the members interact with others frequently, and (2) they 
want to share their knowledge so as to achieve the goals of the team (Robbins and 
Mukerji, 1990). 
According to O’Reilly, Caldwell and Barnett (1989), team cohesion is an 
important component of the social integration of a team.  The perceptions of the 
members will affect team cohesion, and the dissatisfaction of the employees with 
others will affect social interaction in the team. 
Team cohesion affects members who are close or attracted to a team (Ocker 
and Morand, 2002cited in Shin and Song, 2011) or a team task (Kozlowski and Bell, 
2003cited in Garrison et al., 2011).
In this study, team cohesion will be described from two aspects, namely 
social and task aspects (Carron, Brawley, and Widmeyer, 1985cited in Shin and Song, 
2011).  
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1.12 Operational Definitions 
An operational definition is to explain the actual implementation of team 
cohesion and team performance.  An operational definition can be illustrated with 
actual conditions. The following are some of the operational definitions: 
1.12.1 Team  
In this study, team can be defined as two or more members working together 
for specific purposes, roles or functions to achieve a common goal (Savelsbergh, 
Heijden and Poell, 2010).  Such as in vehicle insurance department, there are five 
teams which are insurance underwriting team (8 employees), data analysis team 
(sources of premium, types of car; 18 employees), Market analysis team (14 
employees) , evaluation team (5).  Besides that, company always team at work, such 
as, meeting discussion, training activity, workshop, and work design. 
Teams can help improve organizational effectiveness.  Team members 
contribute to the efforts, which contribute towards team performance (Steiner, 1972 
in Chang et al.2012).  Team performance contributes to the organizational 
performance. Therefore, this study will discuss team performance.   
1.12.2 Team Performance 
In this study, team performance refers to task and contextual performance 
(Motowidlo and Van Scotter, 1994, Sonnentag and Frese, 2002, Befort and Hattrup, 
2003, Shin and Song, 2011).
Task performance refers to individuals using their knowledge and skills to 
achieve tasks (Borman and Motowidlo,1993cited in Sonnentag and Frese, 2002; 
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Befort and Hattrup, 2003), such as producing products, selling merchandise, 
acquiring inventory, managing subordinates, or delivering services.  
Contextual performance can be described as an organizational, social, and 
psychological environment that is needed in order to achieve the organizational 
vision and mission.  This means the contextual performance refers to behaviours 
that contribute to the culture and climate of the organization.  In other words, this is 
the context within which transformation and maintenance activities are carried out. 
Befort and Hattrup stated  that “Volunteering for extra work, persisting with 
enthusiasm, helping and cooperating with others, following rules and procedures, and 
supporting or defending the organization are all examples of contextual performance 
behaviors”. (Motowidlo and Van Scotter, 1994)
There are two basic assumptions to explain the difference between task based 
and contextual performance (Borman and Motowidlo, 1997; Motowidlo and Schmit, 
1999 cited in Sonnentag and Frese, 2002), namely, (1) the team provides activities or 
programmes related to job and task performance, but the contextual performance is 
different with activities to focus on improving the relationship between members; 
and (2) task performance is more focused on ability, but contextual performance 
concentrates on the personality and motivation of members. 
1.12.3 Communication Medium Use
1.12.3.1CMC and FTF Communication 
Computer Mediated Communication (CMC) refers to communication 
between team members via computer, for example communication using email, 
groupware or the web. Table 1.1 shows the different characteristics of CMC and 
Face to Face (FTF) communication. 
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Table 1.1: Comparison of email, group ware, web and Face to Face 
communication 
Computer-Mediated communication Face-to-Face 
communication
Email Groupware Web
Physical 
arrangement of 
Groups 
supported(a)
Members are 
dispersed
Members may 
be dispersed or 
co-located
Members are 
dispersed
Members are 
co-located
Communication 
style(b)
Very 
asynchronous
Synchronous 
Asynchronous 
Very 
asynchronous
Very 
synchronous
Communication 
model(c)
One-to-one 
One-to-many
One-to-many
Many-to-many
One-to-many
Many-to-man
y
One-to-one
One-to- many
Many-to-many
Social context 
cues (b)
Low Medium Medium High
(a) Poole and DeSanctis, (1990), (b) Rice, (1993) and (c) DeSanctis, (1993) as cited 
in Peters (2006) 
Email–is used when people are in different locations and have different social 
distances.  Email is very asynchronous as it can send and receive despite different 
time lags.  Email can be used to make the business process faster, to quickly obtain 
information from managers, and to allow individual knowledge to be shared with the 
wider organization members (Peters, 2006). 
Groupware- is software that facilitates a group of people working within the 
same system or application, no matter where they happen to be physically.  
Different groupware systems may support different tasks, so groupware is more 
complex than other systems.  Groupware can help an organization to control 
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operations and recapture efficiencies of scale across global borders, archive 
knowledge and experience, and impact the relationship between suppliers and buyers.  
For instance, under work team document management and collaboration, groupware 
can be used to share documents, email messages, database data, and any ongoing 
discussion (Peters, 2006). 
Web- characteristics are such that it is hypertext friendly and allows 
connectivity and flexibility of information.  The impact/value creation activities 
highlighted in groupware are also available to web users, and in addition its global 
availability makes penetration of new markets possible.  The team members in 
dispersed space can use corporate intranets or the Internet. The web uses 
asynchronous communication and can support links that can be both one-to-many 
and many-to-many (Peters, 2006).
From the above, it can be determined that e-mail and the web allow members 
to work in different locations (separate offices, homes or other locations) (DeSanctis 
and Gallupe, 1987), and this is asynchronous which means communication can take 
place at different times (Rice, 1993 cited in Peters, 2006).  However, groupware is 
more comprehensive because groupware refers to members who are working in 
different locations or co-locations and communication takes place at almost the same 
time (synchronous communication) or communication at different times between 
sending and responding.  Furthermore, the social cues of groupware and the web are 
at a medium level. The members using groupware or the web can communicate using 
one-to-many or many-to-many.  However the social cues of email are at a low level. 
 Therefore, Computer Mediated Communication (CMC) require members to 
be at the same and different physical locations.  The communication can take place 
at the same or different time, but the social cues are lower than for Face To Face 
communication (FTF).  
In order for FTF communication to occur, this requires members to be at the 
same physical location.  Table 1.1 indicates that FTF communication is more 
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comprehensive than email, groupware and the web as part of CMC, and FTF 
communication has a high level of social cues.  
According to DeSanctis and Monge (1998) CMC is not beneficial to improve 
social cues as it focuses more on task related activities. Traditionally, email (text 
only media) would focus less on social relations, but FTF communication could 
improve social relations (Rice, 1993 cited in Peters, 2006).  
As a consequence, CMC can be observed for use in task-oriented behaviours, 
and FTF communication is best used for social/contextual-oriented behaviours as 
part of teamwork.  (According to social presence theory and the media richness 
theory in Chapter 2) 
1.12.4 Team Cohesion 
In this study, team cohesion is divided into team task cohesion and team 
social cohesion   (Carron, Brawley, and Widmeyer, 1985, Nikos and Yannis, 2004 
cited in Shin and Song, 2011, Chang and Bordia, 2011).
Carron et al. (1985) cited in Nikos and Yannis (2004) and Shin and Song 
(2011) stated that task cohesion means team members work together and share 
commitment in team tasks, and social cohesion is the level of the social relationship 
between members of the team. 
According to Chang and Bordia (2011), Blanchard, Poon, Rodgers and Pinel, 
(2000), the types of cohesion are namely: 
 (a) Team integration-social characteristics that include closeness and 
cohesiveness within the team, and focuses on the social aspects of the team 
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(b) Team integration - task aspects that includes closeness and bonding within 
the team, and focuses on achieving team/task goals and objectives.  
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